


Appendix |

RESULTS OF REGIONAL 311 STUDY SURVEY

Track POLICE DEPARTMENTS Survey Survey
# Received | Returned
1P |Algona Police Department 25-Jun Yes
2P |Auburn Police Department 26-Jun Yes
3P |Beaux Arts Village Police Department 1-Jul Yes
4P |Bellevue Police Department 1-Jul Yes
5P |Black Diamond Police Department 3-Jul Yes
6P |Bothell Police Department 25-Jun Yes
7P |Burien Police Department 25-Jun Yes
8P |Carnation Police Department 3-Jul Yes
9P |Clyde Hill Police Department 2-Jul Yes

10P |Des Moines Police Department 3-Jul

11P |Duvall Police Department 3-Jul Yes
12P |Enumclaw Police Department 3-Jul Yes
13P |Federal Way Police Department 2-Jul Yes
14P [Hunts Point Police Department 1-Jul

15P |Issaquah Police Department 1-Jul Yes
16P |Kent Police Department . 25-Jun Yes
17P |King County Airport Police Department 26-Jun Yes
18P |King County Dept. of Public Safety 26-Jun Yes
19P [Kirkland Police Department 25-Jun Yes
20P |Lake Forest ParkPolice Department 25-Jun Yes
21P |Medina Police Department 2-Jul Yes
22P |[Mercer Island Police Department 25-Jun Yes
23P [Milton Police Department 3-Jul

24P |Normandy Park Police Department 25-Jun

25P |North Bend Police Department 25-Jun Yes
26P |Pacific Police Department - 3-dul Yes
27P [Port of Seattle Police Department 25-Jun

28P |Redmond Police Department 25-Jun Yes
29P [Renton Police Department 3-Jul

30P |SeaTac Police Department 1-Jul

31P |Seattle Police Department 25-Jun Yes
32P |Shoreline Police Department 1-Jul

33P |Skykomish Police Department 3-Jul Yes
34P |Snoqualmie Police Department 3-Jul Yes
35P |Tukwila Police Department 26-Jun Yes
36P |Univ. of Washington Police Department 1-Jul Yes
37P |Woodinville Police Department 1-dul Yes
38P |Yarrow Point Police Department 1-Jul Yes
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Appendix |

RESULTS OF REGIONAL 311 STUDY SURVEY

Track CITIES Survey Survey

# Received | Returned
1C |City of Algona 25-Jun

2C |City of Auburn 3-Jul

3C |Town of Beaux Arts Village 1-Jul

4C |City of Bellevue 1-Jul Yes
5C |City of Black Diamond 3-Jul Yes
6C |City of Bothell 1-Jul

7C |City of Burien 25-Jun Yes
8C |City of Carnation 3-Jul Yes
9C |Town of Clyde Hill 1-Jul Yes
10C |City of Des Moines 3-Jul

11C_ |City of Duvall 3-Jul Yes
12C |[City of Enumclaw 3-Jul Yes
13C |City of Federal Way 1-Jul Yes.
14C |Town of Hunts Point 1-Jul Yes
15C |City of Issaquah 1-Jul|  Yes
16C |[City of Kent 3-Jul

17C |City of Kirkland 25-Jun Yes
18C |City of Lake Forest Park 3-Jul Yes
19C |City of Medina 1-Jul
20C |City of Mercer Island 25-Jun Yes
21C |[City of Milton 25-Jun

22C |City of Newcastle 2-Jul

23C |City of Normandy Park 25-Jun
24C |City of North Bend 8-Jul Yes
25C |City of Pacific 1-Jul Yes
26C |City of Redmond 1-Jul Yes
27C |City of Renton 1-Jul

28C |City of SeaTac 1-Jul
29C |City of Seattle 25-Jun Yes
30C |City of Shoreline 1-Jul
31C |Town of Skykomish 3-Jul Yes
32C |City of Snoqualmie 3-Jul

33C |City of Tukwila 26-Jun Yes
34C |City of Woodinville 3-Jul Yes
35C |Town of Yarrow Point 1-Jul Yes
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Appendix J
ANALYSIS OF REGIONAL 311 STUDY SURVEY RESPONSES

Percentage of Responses for Each Degree of Effectiveness

Average*

Police Fire ' (of the 4
Dept. Dept. City PSAP government
agencies)

Question 1. Presently, the public is provided two mechanisms of contacting public safety agencies
when they need service. They can call 911 to request emergency assistance or they
can dial a 7-digit number to obtain non-emergency service. For your service area,
how would you rate the overall effectiveness of this approach? '

% % % % %

Highly effective now & future 37 37 33 33 35
Highly effective for now 43 50 33 40 42
Effective, but needs improving 20 13 33 27 23
Not effective, needs much improving 0 0 0 0 0
100 100 100 100 100

Question 2. Presently, calls to 911 in King County are answered by one of the 14 Primary PSAPs.
For your service area, how would you rate the overall effectiveness and responsiveness
of 911 call answering and processing?

% % % % %

Highly effective now & future 53 39 45 40 44
Highly effective for now 30 48 30 33 35 .

Effective, but needs improving 13 10 20 20 16

Not effective, needs much improving 3 3 5 7 5

100 100 100 100 100

Question 3. Presently, many telephone directories list the non-emergency 7-digit numbers for the
police and fire departments in the service area on the front inside cover of the directory.
For your service area, how would you rate the effectiveness of this approach?

% % % % %

Highly effective now & future ' 27 36 25 20 27
Highly effective for now 27 26 25 40 29
Effective, but needs improving 40 19 40 27 32
Not effective, needs much improving 7 19 10 13 12
100 100 100 100 100

* "Average" is calculated by weighting equally, responses of each of the four type of agencies.
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Question 7. Preference ratings of aiternative scenarios for routing and answering non-emergency calls,
presented in descending order of preference. -

Percentage of Responses for Each Degree of Preference

7-Digit Non-emergency Numbers

Strongest preference
Police - Non-emergency/business calls

Fire - Non-emergency/business calls
EMS - Non-emergency/business calls
Gen'l gov't - other gov't service calls

Strong preference

Police - Non-emergency/business calls
Fire - Non-emergency/business calls
EMS - Non-emergency/business calls
Gen'l gov't - other gov't service calls

Reasonable alternative

Police - Non-emergency/business calls
Fire - Non-emergency/business calls
EMS - Non-emergency/business calls
Gen'l gov't - other gov't service calls

Not too desirable
Police - Non-emergency/business calls
Fire - Non-emergency/business calls

EMS - Non-emergency/business calls .

Gen'l gov't - other gov't service calls

Does not meet needs

Police - Non-emergency/business calls
Fire - Non-emergency/business calls
EMS - Non-emergency/business calls
Gen'l gov't - other gov't service calls

Average* Overall
Police Fire (of the 4 Average
Dept. Dept. City PSAP government (each degree
‘ agencies) of preference)
% % % % % %
68
67 80 57 60 66
67 73 52 67 65
63 77 48 73 65
70 87 62 80 75
18
20 13 14 20 17
20 20 19 20 20
17 20 14 20 18
20 10 24 13 17
11
7 7 19 13 11
7 7 19 13 1"
13 3 29 7 13
7 3 10 7 7
4
7 0 10 7 6
7 0 10 0 4
7 0 10 0 4
3 0 5 0 2
0
0 0 0 0 0
0 0 0 0 0
0 0 0 0 0
0 0 0 0 0

* "Average" is calculated by weighting equally, responses of each of the four type of agencies.
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Percentage of Responses for Each Degree of Preference

Average*
Police  Fire (of the 4

Overall
Average

Dept. Dept.  City PSAP government (each degree
agencies) of preference)

% % % % %

%

311 - answered at PSAP by separate 311 call takers

Strongest preference

Police - Non-emergency/business calls 13 7 14 13 12
Fire - Non-emergency/business calls 13 7 14 13 12
EMS - Non-emergency/business calls 13 7 14 13 12
Gen'l gov't - other gov't service calls 10 7 10 13 10
Strong preference

Police - Non-emergency/business calls 3 7 10 7 7
Fire - Non-emergency/business calls 0 7 10 7 6
EMS - Non-emergency/business calls 0 3 5 7 4
Gen'l gov't - other gov't service calls 3 0 10 0 3
Reasonabile alternative

Police - Non-emergency/business calls 10 7 14 13 11
Fire - Non-emergency/business calls 10 7 14 13 11
EMS - Non-emergency/busihess calls 13 10 19 13 14
Gen’l gov't - other gov't service calls 7 7 10 7 7
Not too desirable

Police - Non-emergency/business calls 20 27 5 27 20
Fire - Non-emergency/business caiis 17 27 5 20 17
EMS - Non-emergency/business calls 13 27 5 20 16
Gen'l gov't - other gov't service calls 10 20 5 13 12
Does not meet needs

Police - Non-emergency/business calls 53 53 57 40 51
Fire - Non-emergency/business calls 60 53 57 47 54
EMS - Non-emergency/business calls 60 53 57 47 54
Gen’l gov't - other gov't service calls 70 67 67 67 68

1"

1"

16

57

* "Average" is calculated by weighting equally, responses of each of the four type of agencies.

Page 5



ANALYSIS OF REGIONAL 311 STUDY SURVEY RESPONSES

Percentage of Responses for Each Degree of Preference

Average* Overall
Police Fire {of the 4 Average
Dept. Dept. City PSAP government (each degree
agencies) of preference)

311 - answered by automated answering system with menu driven
routing of calls to 7-digit numbers

%

%

%

%

%

%

Strongest preference 4
Police - Non-emergency/business calls 0 7 0 13 5
Fire - Non-emergency/business calls 0 7 0 13 5
EMS - Non-emergency/business calls 3 3 0 7 3
Gen'l gov't - other gov't service calls 3 3 5 7 5
Strong preference 3
Police - Non-emergency/business calls 0 3 5 0 2
Fire - Non-emergency/business calls 0 0 5 0 1
EMS - Non-emergency/business calls 0 0 5 0 1
Gen'l gov't - other gov't service calls 3 7 10 7 7
Reasonable alternative 15
Police - Non-emergency/business calls 10 17 14 27 17
Fire - Non-emergency/business calls 7 20 14 20 15
EMS - Non-emergency/business calls 10 20 10 27 17
Gen'l gov't - other gov't service calls 7 10 10 13 10
Not too desirable 13
Police - Non-emergency/business calls 7 27 10 7 12
Fire - Non-emergency/business calls 7 33 10 7 14
EMS - Non-emergency/business calls 13 30 24 0 17
Gen'l gov't - other gov't service calls 7 23 5 7 10
Does not meet needs 65
Police - Non-emergency/business calls 83 47 71 53 64
Fire - Non-emergency/business calls 87 40 71 60 65
EMS - Non-emergency/business calls 73 47 62 67 62
Gen’l gov't - other gov't service calls 80 57 71 67 69

* "Average" is calculated by weighting equally, responses of each of the four type of agencies.
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311 - answered at local government agency (eg. police department)

Strongest preference

Police - Non-emergency/business calls
Fire - Non-emergency/business calls
'EMS - Non-emergency/business calls
Gen'l gov't - other gov't service calls

Strong preference

Police - Non-emergency/business calls
Fire - Non-emergency/business calls
EMS - Non-emergency/business calls
Gen'l gov't - other gov't service calls

Reasonable alternative

Police - Non-emergency/business calls
Fire - Non-emergency/business calls
EMS - Non-emergency/business calls
Gen'l gov't - other gov't service calls

Not too desirable

Police - Non-emergency/business calls
Fire - Non-emergency/business calls
EMS - Non-emergency/business calls
Gen'l gov't - other gov't service calls

Does not meet needs

Police - Non-emergency/business calls
Fire - Non-emergency/business calls
EMS - Non-emergency/business calls
Gen'l gov't - other gov't service calls

Police
Dept.

%

Fire
Dept.

%

%

%

Average*

(of the 4

City PSAP government
agencies)

%

Percentage of Responses for Each Degree of Preference

Overall
Average
(each degree
of preference)

%

w ~N~NOo

~N O ww

20

13
10

60
70
70
77

[olelNelNe

w O OO

17
17
10
10

33
30
30
17

50
53
60
70

oo w

0w o oo

19
14
14
10

10
10
10

67
71
71
67

OO0 00

~N O oo

27
27
20
13

20
13
13

53
60
67
73

- W WA

0O -

17
18
14

21
15
17
10

58
64
67
72

* "Average" is calculated by weighting equally, responses of each of the four type of agencies.
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Percentage of Responses for Each Degree of Preference

Average* Overall

Police  Fire (of the 4 Average
Dept. Dept. City PSAP government (each degree
: agencies) of preference)

% % %

%

%

%

311 - answered by automated answering system with information menus -

no call transferring to 7-digit numbers

* "Average" is calculated by weighting equally, responses of each of the four type of agencies.
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Strongest preference 1
Police - Non-emergency/business calls 0 3 0 0 1
Fire - Non-emergency/business calls 0 3 0 0 1
EMS - Non-emergency/business calls 0 3 0 0 1
Gen'l gov't - other gov't service calls 0 3 0 0 1
Strong preference 2
Police - Non-emergency/business calls 0 0 5 0 1
Fire - Non-emergency/business calls 0 0 5 0 1
EMS - Non-emergency/business calls 3 0 5 0 2
Gen'l gov't - other gov't service calls 3 3 5 0 3
Reasonable alternative 11
Police - Non-emergency/business calls 3 20 5 20 12
Fire . - Non-emergency/business calls 3 17 5 20 11
EMS - Non-emergency/business calls 3 17 5 13 10
Gen'l gov't - other gov't service calls 7 10 19 13 12
Not too desirable 13
Police - Non-emergency/business calls 7 20 14 13 14
Fire - Non-emergency/business calls 3 27 14 7 13
EMS - Non-emergency/business calls 10 20 19 7 14
Gen’l gov't - other gov't service calls 7 23 0 13 1
Does not meet needs 73
Police - Non-emergency/business calls 90 57 76 67 72
Fire - Non-emergency/business calls 93 53 76 73 74
EMS - Non-emergency/business calls 83 60 71 80 74
Gen'l gov't - other gov't service calls 83 60 76 73 73
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»

Percentage of Responses: Yes & No

Average*
Police Fire (of the 4
Dept. Dept. City PSAP government
agencies)
% % % % %
Question 8. ANl on 311 calls
Yes 55 63 62 . 53 58
No 45 37 38 47 42
Question 9. ALl on 311 calls
Yes 55 63 57 47 56
No 45 37 43 53 . 44
Question 10. Wireless access to 311
Yes 45 47 52 60 51
No 55 53 48 40 49
Question 11. ANI on wireless 311 calls
Yes 52 60 62 53 57
No 48 40 38 47 43
Question 12. ALl on wireless 311 calls
Yes 55 57 62 47 55
No 45 43 38 53 45

* "Average" is calculated by weighting equally, responses of each of the four type of agencies.
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